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Swiftfox is committed to providing inclusive, considerate, and respectful 
services to all clients, including those who are vulnerable. We recognize the 
importance of identifying and providing additional support to vulnerable 
clients to ensure they are treated fairly and their financial well-being is 
safeguarded.

A client is considered vulnerable if they have characteristics or circumstances 
that significantly reduce their ability to make informed decisions or represent a 
heightened risk of harm from financial services. This can include, but is not 
limited to, age-related impairments, mental health issues, physical disabilities, 
financial hardship, or language barriers.

 Employees will be trained to recognize signs of vulnerability in clients.
 Swiftfox will maintain processes to allow clients to self-identify as 

vulnerable.

 All staff will receive training on how to identify and interact appropriately 
with vulnerable clients.

 Training will include understanding the different types of vulnerabilities and 
how they may impact the client’s ability to make financial decisions.

 Communication methods will be adapted to meet the needs of vulnerable 
clients.

 Information will be provided in clear, understandable language, avoiding 
technical jargon.

 Clients will be given additional time and support to make informed 
decisions.

 Personal information about a client’s vulnerability will be handled with the 
utmost confidentiality and in line with data protection regulations.
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 Decisions affecting vulnerable clients will be subject to a higher level of 
scrutiny and review.

 Swiftfox will provide easily accessible means for vulnerable clients to provide 
feedback or lodge complaints.

 Complaints from vulnerable clients will be prioritised and handled 
sensitively.

 Swiftfox will regularly review and update this policy and its procedures to 
ensure the ongoing protection and fair treatment of vulnerable clients.

 Clients or their representatives can contact Swiftfox for support related to 
vulnerability through dedicated channels.


